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An Agent of Change

JoAnne Phang, assistant director of admissions for diversity, finds
interactions with students to be one of the most rewarding parts
of her job.
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o Anne Phang has a unique perspective on her roles as chair of
the University's Committee on Diversity and assistant director
of admissions for diversity. She falls into several of the ethnic
groups from which she's striving to recruit students. "With a
na e like Phang [pronounced Pang]. most people assume on paper
tliat I'm Asian," she says. "When they look at me, they say 'OK, I see
the Asian, but there's something else there.' Some assume I'm
Polynesian, Hawaiian, or Hispanic. In certain cities I visit, people
come up to me and start talking right away in Spanish." To clarify:
Her father is of African American and Portuguese descent, while her
mother's ancestors were from China and East India. ''I'm a little bit of
everything," she says.
Phang heads a panel of 18 staff and faculty members, administrators, and students created last year by Chancellor Kenneth A
Shaw. "We view the committee as an agent of change," Phang says.
"It was pulled together to tackle the issue of student diversity on
campus, in terms of recruiting. Our role is to set realistic goals for
the University."
Phang says the University's commitment to diversity is evident
in a number of initiatives the Chancellor outlined last fall, among
them faculty, staff, and student recruitment. Of last fall's freshman
class of 2,8oo, 17 percent were students of color, Phang says. "We're
definitely looking to increase that percentage through a variety of
activities, so when students come here, they see students and faculty members in their disciplines who look like them. We also want
them to realize there are ample supportive programs and organizations for students of color."
The admissions office's recruitment plan consists of three parts,
Phang says. "First we create an awareness of Syracuse through several communication pieces and on- and off-campus activities. Then
we build o~ that familiarity with the University, encouraging students to apply to SU. The third phase is our yield st age, where we
encourage students we have admitted to the University to enroll."
For the first st age, admissions officers visit public and private
schools, including approximately 30 magnet high schools around
the country that offer such specialized curricula as architecture,
public service, engineering, and the sciences. "These magnet schools
attract students from a variety of neighborhoods who have to meet
special requirements before they are admitted," she says. "Once
admitted,they have to maintain a certain academic standard to stay
in the college prep curriculum. We know the students coming out of
those high schools are well-prepared for college, as well as gifted
and t alent ed." Phang, along with Dean of Admissions Susan
Donovan and S.I. Newhouse School of Public Communications recruiter Maximo Patino, also interviewed a number of students of
color at Greenberg House in Washington, D.C., last October.
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To build on those contacts, the admissions office coordinates fall
"open house" receptions on campus, attracting hundreds of students
who are still in "shopping mode," along with their parents, Phang
says. Once students are admitted to the University, the office holds
several spring receptions for them. "We offer a multicultural weekend and invite students of color who have been admitted to the
University to spend a couple of nights on campus in a residence hall
with current students," Phang says. "This enables them to make a
social and cultural connection, and they also make an academic connection by meeting with faculty and students from the school they
have been admitted to." This year, five busloads of students from the
New York City area, Philadelphia, Washington, D.C., and Boston will
spend a weekend at SU.
Phang, who joined the SU staff in 1989 and has been with the
admissions office since 1993, says recruitment is among the most
gratifying work she has done. She enjoys meeting students and their
parents, and following them through the recruitment cycle-from
initial contact at a high school or college fair to hearing them say
during a campus visit, "We've just left the deposit in the bursar's
office." She adds: "What is most rewarding is having these students
stop by between classes during their freshman or sophomore year to
say, 'Hi,' or 'I'm in this play on campus. Can you come see me and my
group perform?' And continuing that contact throughout their four
years at SU."
-GARY PALLASSINO

Troubleshooting Computer Chaos
ro lems usually await David Fraser each day at 7 a.m., when
e sits down at his computer in Hinds Hall. A consultant
..,.,_..,_"'ith Computing and Media Services (CMS}, Fraser may find
a number of requests queued up on his help-desk program-reports from some of the thousands of users across campus
who depend on him and his colleagues to bail them out when their
machines turn against them. "Trouble calls can range from a simple
e-mail problem, to a crashed hard drive, to no network access," he
says. "The computing environment is quite substantial here and
many things can go wrong."
Fraser has worked as a computer troubleshooter since the early
'8os, when the personal computer was in its infancy and SU's students, staff, and faculty had to rely on operators like him to handle
their computing chores on the University's mainframe. "Today's personal computers probably have a thousand times the processing
power of one of the huge boxes we worked on back then," he says.
"The technology was so unsophisticated. To actually do anything
you had to learn programming languages-no point and click.
Everything was command-driven. I remember when the first Apple
computer came out, we thought, 'This is so cool!"'
Computers, however, weren't always part of Fraser's world. He
came to SU in 1980 as an architecture student, but soon decided the
field was not for him. Having been an avid photographer and artist
at L.A. Webber High School in his hometown of Lyndonville, New
York, he transferred to the College of Visual and Performing Arts
(VPA}. At VPA, he took courses in computer graphics and began a
work-study job with CMS. He discovered he liked working with computers best of all, so when a full-time job opened up in operations in
1983, he took it. During the next 10 years he moved up the ranks from
operator to supervisor, and eventually CMS put him in charge of
ResNET, the residence hall computer network that gives students
direct access to the Internet. ''Thousands of people use the ResNET
program today," he says. "The first year I ran it, we had maybe 6o

David Fraser, a Computing and Media Services consultant, is a computer
troubleshooter, answering calls from al l over campus.

people. And the next year we had 300." The network is much faster
and more robust today, and offers services- like online registration- that could only be imagined in the early' 90s.
After two years with ResNET, Fraser moved into office technologies, working with staff members rather than students. "I enjoy
working with both staff and students, but you handle them much
differently," he says. "At that time, we had office technologies, student services, and the help desk, all working independently. A few
years ago they pulled everybody together into one group, so now
we're dealing with students, st aff, and to some extent faculty. It's a
lot of work, supporting thousands of people. Sometimes it can be a
logistical nightmare, but we get it done as best as we can." Fraser and
other staff members also help decide on future upgrades, and on
how to support new software.
Computer applications are becoming increasingly complex, he
says, providing a fresh challenge with each update or new piece of
software. "You install something, and either it won't work or it works
and then breaks, and you have to figure out why," he says. "Or it
works fine on one machine, and then it doesn't work on an identical
machine. You have to figure out the difference." Fraser and his colleagues spend much of their time testing applications over and over
again. Few things are worse than handing software over to a user, he
says, then receiving a trouble call on it a few days later. "Working
with new technologies is challenging," he says. "It can sometimes be
a little daunting, and that's not going to change. New technologies
are always coming out, and they all have to be investigated in one
form or another. It's progress."
-GARY PALLASSINO
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